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The Arizona Corporation Commission (“ACC” or “Commission”) Staff and AT&T 

Communications of the Mountain States, Inc. (“AT&T Mountain States” or “Company”) hereby file 

the attached agreed upon proposed refund plan, in accordance with Decision No. 68194. Decision 

No. 68194, issued on August 29, 2006, requires AT&T Mountain States to refund approximately 

$247,000 with interest to all Directory Assistance customers overcharged from March 19, 2002 

through August 30,2005. The Commission also ordered the Company to obtain Staffs agreement to 

determine the specific efforts to be undertaken to locate affected customers. 

The attached proposed refund plan resolves Staffs concerns with the Company’s initial 

proposal. 
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WHEREFORE, the Commission Staff and AT&T Mountain States respectfully submit the 

?lan in accordance with Decision No. 68914. 

RESPECTFULLY SUBMITTED this 9th day of November, 2006. 

ARIZONA CORPORATION COMMISSION STAFF 

BY - M P A  
Maureen A. Scott, Senior Staff Counsel 
Legal Division 
ArEona Corporation Commission 
1200 West Washington Street 
Phoenix, Arizona 85007 
(602) 542-3402 

AT&T MOUNTAIN STATES 

Phoenix, Arizona 850 16-9225 

Original and thirteen (1 3) copies 
of the foregoing were filed this 
9th day of November, 2006 with: 

Docket Control 
Arizona Corporation Commission 

Phoenix, Arizona 85007 
n at uu c 
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C2pies of the foregoing mailed this 
9 day of November, 2006 to: 

Michael M. Grant, Esq. 
Gamy D. Hays, Esq. 
Gallagher & Kennedy 
2575 East Camelback Road 
Phoenix, Arizona 85016-9225 

Dan Foley 
General Attorney 
AT&T Nevada 
645 East Plumb Lane, B 132 
P.O. Box 11010 
Reno, Nevada 89520 
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BEFORE THE ARIZONA CORPORATION COMMISSION 

JEFF HATCH-MILLER 
Chairman 

WILLIAM A. MUNDELL 
Commissioner 

MIKE GLEASON 
Commissioner 

KRISTIN K. MAYES 
Commissioner 

BARRY WONG 
Commissioner 

IN THE MATTER OF THE 

COMMUNICATIONS OF THE 

REFUND OVERCHARGES FOR ) 
DIRECTORY ASSISTANCE 

APPLICATION OF AT&T ) DOCKET NO. T-02428A-06-0443 

MOUNTAIN STATES, INC., TO ) 

AGREED UPON REFUND PLAN 

In accordance with Decision No. 68914 issued in the above-referenced docket on 

August 29,2006, AT&T Communications of the Mountain States, Inc. (“AT&T 

Mountain States”) and Commission Staff have agreed upon the following refund proposal 

regarding alleged inadvertent overcharges for directory assistance (“DA”) calls. 

I Background 

The consumers potentially impacted by this overcharge are confined to an 

I identifiable group of AT&T Mountain States customers in Arizona. During the 

I overcharge period of March 20,2002, to August 30,2005, AT&T Mountain States had 

2 1,004 distinct customers in this group. The impacted customers were small business 
I 

I Biller.” 



AT&T Mountain States has represented that it is not able to determine the number 

of DA calls made by these customers on an individual basis or the amount they were 

billed for DA calls on an individual basis without manually researching individual billing 

records for each customer for 41 months. It is able to identify the last known address for 

these 21,004 customers and the total amount of the overcharge. Thus, AT&T Mountain 

States shall rehnd $247,000 plus interest at six percent, which equates to be 

approximately $49,000 if the refunds occur prior to the end of the year. Therefore, in 

total, AT&T Mountain States will refund $296,000 to the impacted customer group. 

Refund Plan 

AT&T Mountains States will refund the overcharge amount plus the interest in 

the following manner: 

1) AT&T shall issue a check in the amount of $14.1 1 to each of the 21,004 

customers. The check will be accompanied by a letter explaining the purpose for the 

refund. The letter will advise customers that the refund is equivalent to the overcharged 

amount for 37 directory assistance (“DA”) calls. Customers will also be advised in the 

letter that, if they believe that they made more than 37 DA calls during the time period, 

they should contact a toll-free number provided by AT&T to request that AT&T research 

their individual billing records for the overcharge period to see if a larger refund is owed. 

The toll-free number will be answered by a Customer Service Representative during 

normal business hours of 8 a.m. to 5 p.m. MST. Customers will be instructed that if a 

larger amount is owed as a refund based on AT&T Mountain States’ review of their bills, 

an additional amount will be sent to the customer in the form of a second check. 

Customers will be advised to cash the first check as the amount of the first check will be 
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deducted fiom the total claim to be refunded in the second check. Customers will have 

up to 90 days after the checks are mailed to contact AT&T Mountain States to request 

that AT&T research their accounts. The length of time for AT&T to conduct the research 

will depend upon the volume of calls. AT&T will make reasonable efforts to research a 

customer’s request within two weeks of receiving the request. AT&T has provided Staff 

with a copy of the proposed letter. Staff has reviewed the letter and agreed with AT&T 

on appropriate revisions. 

2) The checks will be mailed out no later than December 1,2006.’ All 

checks will be dated approximately the date that they are mailed to the customers and 

will expire 90 days after the date appearing on the check. The funds associated with any 

checks to customers returned or not negotiated within the 90-day time period will not be 

owed to those customers; instead, the funds will revert to the general pool of funds to be 

distributed in accordance with sections 1 and 3. 

3) If the total amount refunded, which includes the first set of checks mailed 

and cashed and the second set of checks paid on individual claims, exceeds $296,000 

(“Amount Paid”), AT&T Mountain States shall be responsible for the overage. If the 

Amount Paid is less than $296,000, then the difference between the $296,000 and the 

actual Amount Paid (the “Underage”) will be returned to all current customers in the 

class of customers that were potentially subject to the erroneous DA overcharge in the 

form of a bill credit. The credit will be rounded up to the nearest whole cent. 

4) On or before April 26,2007, AT&T Mountain States will provide a report 

to Docket Control evidencing compliance with Decision No. 68914. 

’ This date can only be met if there are no delays in the signing of this agreement and Staff reviews the 
letter that will go to customers in a reasonable time. 
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AZ Directory Assistance One-Time Credit 
Version: CHECKS ARE MAILED AFTER THE LElTER 
Draft #4 - 10/30/06 
Project #I 2745 

[Customer Name] 
[Contact Name] 
[Street Address] 
[Street Address] 
[City, State, Zip] 

December 1,2006 

RE: Account Number: 

Dear Business Customer, 

Our records reflect that you were an AT&T Business customer during the period of 
March 20, 2002 and August 30, 2005. Due to a billing error, AT&T Business customers 
in Arizona were overcharged for Directory Assistance calls placed between March 20, 
2002 and August 30, 2005. Pursuant to Arizona Corporation Commission Decision No. 
68914, AT&T is required to refund any overcharges to you plus interest for the time 
period during which the overcharges took place. 

AT&T has agreed to refund the overcharge plus interest and therefore will be mailing 
you a refund check in the amount of $14.1 1 for charges in excess of the applicable per 
call rate within 2-4 weeks. This refund check will represent the difference between the 
billed and applicable rate for thirty-seven (37) Directory Assistance calls and must be 
cashed or deposited within 90 days of the date appearing on the check. 

The refund may reimburse you for a greater number of calls than those you actually 
placed; however, if you believe you made more than thirty-seven Directory Assistance 
calls during the time period of the billing error, you must contact AT&T Customer Service 
within 90 days of this letter to request further research of your billing records. AT&T 
Service Representatives are available to assist you at 1-877-325-0445 between 8:OOAM 
and 5:OOPM MST. Please have this letter available should you call. The Customer 
Service Representative will ask for your account number which can be found at the top 
of this letter. If you are no longer an AT&T customer, it will be helpful to us if you can 
provide the account number active between March 20,2002 and August 30,2005 in 
order for AT&T to complete additional billing research. 

If you request further review of your billing records, and it is determined that an 
additional refund amount is owed to you, a second check will be mailed to you refunding 
the amount due to you in excess of the $14.1 1 check that you will receive. It is therefore 
important that you cash or deposit €his first cneck, as -74.14 WWC 
deducted from the total refund amount due to you and omythe difference will be 
provided in a second check, if an additional refund is in order. 



We apologize for any inconvenience. If you have further questions, please call the 
AT&T’s Customer Care Center at the number above or the toll-free billing inquiries 
number listed on your invoice. 

Sincerely, 

AT&T Directory Assistance 

PN 12745 


